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PIER & O'Brien's Response Management 
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Web-Based Crisis Communications 
Founded 2000 

Technology & Media & Crisis 
Communication Services 

Acquired by O'Brien's late 2009 
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Most experienced team of 
response professionals 

Operational Response management 
Plans, Training, Exercises, Technology, 
Recovery Services 
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Piles Gers Gvera 


CG initial purchase of PIER in 2000 

All Districts & HQ use for public information 

Major uses include hurricanes, shipping, law enforcement, 
rescues 

Drills and Exercises including SONS 

Fully prepared crisis sites with social media integration 
Participate in Public Affairs training 


BE Ob h 


BP initial purchase of PIER in 200 

Global use (multi-language) with approximately 40 site licenses 
Crisis sites and communication plans prepared 

Used in major events: Texas City, Alaska Pipeline, VVhiting, etc. 
Continual training and drill participation 
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What is the change’? 


"We all have to understand that there will 
never again be a major event in this country 
that won't involve public participation.And 
the public participation will happen whether 
it’s managed or not." 


Interview with Harvard Business Review, October, 20! 0 


National Incident Commander 
Admiral Thad Allen 
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Public Communication 
Management in the Gulf Spill 
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DEEPWATER HORIZON RESPONSE 


The Official Site of the Deepwater Horizon Unified Command 


Gulf of Mexico Oil Spill Response = a AG Search... Q 


Home News/Info FAQ's Area Plans Report an Incident Claims/Volunteers Current Ops More Info 


CONTACT: WILDLIFE (866) 557-1401 | OIL ON LAND / BOOM ISSUES (866) 448-5816 TECH /SUGGESTIONS (281) 366-5511 DAMAGE CLAIM (800) 440-0858 
LATEST INFORMATION rou] 
Fit Gee o).. 8 


EPA Administrator returns to Gulf to oversee ongoing response to Deepwater 
Horizon BP oil spill 


WASHINGTON ~ U.S. Environmental Protection Agency Administrator Lisa P. Jackson, joined by Council on REPORT INCIDENTS 
Environmental Quality Chair Nancy Sutley, is back in the Gulf Coast today to monitor EPA's on-the-ground FILE A CLAIM 
response to the BP oi! spill and speak with residents about efforts to mitigate the spill’s impact on the region. 

ces: VOLUNTEER 
Secretary Salazar and Secretary Napolitano to Lead Bipartisan Senate Delegation to OILED WILDLIFE 


Louisiana to Inspect the Ongoing Response to the BP Oil Spill 
SUGGESTIONS 


WASHINGTON, D.C, — At the direction of the President, Secretary of the Interior Ken Salazar and Secretary of Homeland Security Janet 
Napolano will visit Louisiana on Monday to inspect the ongoing response to the BP oi! spill, accompanied by a bipartisan Senate 
delegation. 

> Read More 


Live ROV 
Footage 


Latest Press 


Briefing Latest News 


itd 
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ay ae National Incident Commander Letter to 


Integration of aP CEO 
Social Media 


SIGN UP FOR 
SMS / TEXT 
ALERTS 


TEXT 


“NEWS@GULF” 
TO 84469 


> View More Photos | Flickr | CG Visual imagery 


MORE INFORMATION 

Horizon Hotline: 
¢ Environmental Hotline/Community Information - 866-448-5816 
¢ Assistance Hotline/Boom Reports - 281-366-5511 an RE 

¢ Vessels of Opportunity (boats) - 281-366-5511 


¢ Wildlife Distress Hotline - 866-557-1401 


Deepwater Horizon Response 
ce’) Like 
* PEC Hotline (Specialty Volunteer Training) - 866-647-2338 


Deepwater Horizon Response Surface : 
¢ Claims Hotline - 800-440-0858 water results collected $/22-23 at 10 


stations along Louisiana coast didn't 8 
detect chemicals associated with 
dispersants, tests are ongoing 
http://ht.ly/1WhAs 


¢ Medical Support Hotline - 888-623-0287 


a 


= Coastal Water 
Sampling | EPA 
Response to BP Spill 
in the Gulf of 
Mexico | US EPA 


ht. ly 


he water sampies 


collected May 30 and 
31, 2010 along the 
A coast did no 

ev elevated 

of chemicals usually 
fo cin Su c 


Deepwater Horizon Response has 32,501 fans 
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Joint Information Center 


Deepwater Horizon Response - #2931 <Public> P| a [R= mM a O [s fu N) Gl O N) S 


Robust servers outside of agency IT 
for crisis capability 
Multi-agency access (JIC requirement) 


ECIMIMER Welcome back, Geraia 
| New Document =v Unread messages 135 


Edit Persona! Info N - age 176 . 
pecs Virtual collaboration--unlimited users 

Message Center Pending inquiries 1549 
Aad Lng Maemnge Complete content creation, approval 
New Wincow Documents in approval 0 and fala agement 
View Website : 
Switch Sites Se ee = Contact management and 

New contacts this week 3923 autom ation 

Inquiry management 
Site hits this month 32,501,422 Quick-build forms 
Site hits this year 36,509,796 


Text, automated phone, 2-way SMS 
Social Media integration 
Media Monitoring and Clips 


Online users 20 


Control Center Noon 5/26/2010 


(Much more than a website) 
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Unprecedented incident website traffic 


Hits : 
Traffic Jump: 
Total Hits —— Page Hits ——- Other Hits — Null Hits Full Dage alae 
4,000,000 
and lop Kil 
(5-26) 
3,200,000 
2,400,000 
1,600,000 
800,000 


Le I De 


22345 6 FES 2 22 
1 3 4 


r a: 
5 6 


ee Se Se ee oe ee ee > Be See 2 
Gof £2424 868 SE FBS 8 2 
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9000000 


Total Hits: app |55 million 


3,200,000 


Ave/day at peak: 3 million 2000 
Data Transfer: approx 8 1B - 
(8 million MB or equivalent of 
2000+ teature length DVDs) . 


800,000 


Transfer (in KB) 


Total Transfer —— Page Transfer ——- Other Transfer —~ Email Transfer 
600,000,000 


400,000,000 


200,000,000 


W'S 


lience 
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Breaking News > Live BP ROV Video 


BP performing top kill operation. 
updated 28 minutes ago by piersystems 


61 viewers 


Monday, May 9, 2011 


embed codes | pop out | flag 


Live Video Feed 


3600 simultaneous viewers 
when video first launched on 
PIER servers 

300 MB per second 

Moved to Akama! (unknown 
VIEWErs) 

38 1B in 24 neurs (Ones, 
850 TB to June 9 

| million unique live video 
viewers 


N@W= 
Live video feeds are one new 


standard in crisis communication 
to emerge from this event 
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Website by the numbers: (April 20 - Sept 30) 


Inquiries received via site: 68,000 
Inquiries responded to: 65,000+ 
Hits: | 55million 

Unique visitors: 5 million+ 

Mail List: 60,000+ 

Approx Email Dist: approx 200,000 
per day (180+ days) 30+m 
distributions 


More than |QO users--typically 45 
users per day at peak: virtual and JIC 


Monday, May 9, 2011 


Unified Command 


= 
a 4 
cat 


tims/Volunteers Current Ops More Info 
| TECH/SUGGESTIONS (281) 366-49 nae 0) 440 
Submit Product, Contact us 


Equipment or Service 


Damage Claim 


Inquiry Surveys 
Submit an Alternative _ — ‘ouemak! Sb va 
tain t Response co. 
Technology / 
ill hay Suggestion ‘he Gulf of Mexico incident. Th 
mem ==—“‘;;!..)  ndustry professionals, and inn 
Vessel of 


Opportunity Inquiry 


Government Affairs 
Inquiry 


ynse Technologies form, for them to set out the details of the 
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Inquiry Management 


my concerns about our Indus... 


Your company is a bunch of ee A special (yeu to your CEO, one Community D 
of the biggest losers ... - General 
Public 
High expectation of rESDONSe Can you connect a rubber lined concrete pipe to the outflow pipe and Community R 
have the stretch to the su... - General 
Most managed virtually | wes 
Answers. used for efficient response = . 

: Dear Mr. Hayward, This is my response to you wanting your life Community C 
and approved information back........ June 8, 201... - General 
Over 35 categories aoe 
Email distributions by categories What happened to paying all legiment claims from this FRRMING MESS Community 

o that you have caused and hav... - General 
Auto add to mailing list Public 
Rumor management & sentiment I will am wondering how i can apply for the oi! clean up crew job. Ive Community C 
analysis had numerous years of ex... - General 
; Public 
Opportunity for venting outrage 
yore 4 What the hell do you think you're doing, man???!!! You are A: Community A 
Almost 40% suggestions destroying beaches. B: Ruining ... - General 
Approx |0% negative or abusive aces 
Your response to the oil spill is a joke. Tell Tony that he should stop Community S 
wineing about his life... - General 
Public 
BP: Tony Hayward is a criminal. He must be fired from his position as Community gi 
CEO of BP, and put before... - General 
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men Forms 


Quick creation of any data input 
forms. 


Used for managing ‘Suggestions’ 


and as Claims Intake form. 
Approx 4000 claims forms 
submitted as of June 9 
Automated distribution via email 


eee oO; ted to Excel 


Integrated within PIER website 
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Claims Submission Form 


IMPORTANT INFORMATION 


You have been redirected to this location to file a claim(s) for damages from the Deepwater Horizon incident. Following is 
important information about the claim process. 


If you are filing a claim, please read this entire summary before you file your claim(s). 
If you @re an attorney, filing on behalf of claimant(s), please fax a letter of representation to ESIS, Inc. at 302-476-6272. 
Claim Types 
Using this tool, you will able to file a claim for one of the following: 
Bodily Injury or Iliness 
Property Damage 
Loss of Income 


You will be required to describe the injury, iliness, or property damage. You will also be asked how much money you are 
requesting to cover expenses, loss of income, and/or other matters. If you are unable to provide an actual amount, you will be 
asked for an estimate. 


Claim Number 

Every claim must have a claim number assigned to it before it is processed for payment. The claim number will be assigned u 
completion of the on-line claim process. You will receive either an e-mail or a telephone call to provide you with the claim num 
Please make a note of the number. You will need to provide this number along with other documentation to support your claim. 
Multiple Claims 


If you are reporting property damage and more than one real estate property is involved, please fille a separate claim form for 
each address. 


If you are filing for lost wages for more than one person, please file 8 separate claim form for each person affected. 


If you are reporting property damage to more than one vehicle, boat, or water vessel, and they all belong to one owner, file a 
single claim form. If they belong to different owners, file one claim form for each owner. 
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Media lools 
Monitoring & 
Clips 


Monitoring & Clips 
integrated in PIER 


Both BP and CG 
subscribers 


Summary -- Sept 28 
Print: 20,439 

Online: 278,176 
Broadcast: 62,243 
Blogs: | 30,368 
Total: 49 | 226 
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Unified Command Media Review 
Saturday, fuly 31, 2010 


Summary Analytics: Click Here 


TOP NEWS: House Approves Energy Bill 


A ball loosening caps on spill damages and enforcing tighter regulations on drilling operations parsed the Mouse of Representatives Friday evening The bill passed 209-195, despite opposition from Republicans and 


Dernocrats in states dependers on drilling - such as Lovistara and Texas - who worried the vote might burt the energy industry. The bill will have to pass the Senate before Prov. Obars can sign 
. I ae P el. ~/ en 3 n 


Static Kill Delayed a Day (In Depth) 


BP Pic's next attempt to more fully seal its Maceado weil im the Gulf of Mexico was delayed by a day as the company had to remove detets from a relief well. 
. . > 17.3 re well-iy ox : Lof: io i 


Engineers Confident Cement Will Kill the Well, [f Not, Relief Well Still Being Drilled 


The Static Kill will involve pumping a slurry of cement inte the Macondo well, in effect double sealing it in an attempt to cap it fer good Adm Thad Allen says he ts “optimistic that we can get this thing done.” The static kill will 
not obviate the nowd fer the relief welll instead the two efforts will complement one another. ictal are confident either one or beth methods will work, 


bites wr ates. com 201 ODEO | us | spill bien) 
Undersea Plumes are Missing 

Whe Unified Command Qhief Adm. Thad Allen announced that 40% of Deepwater Mortzen’s estimated oil was sow here to be fownd, many assumed the barrels were lurking im vast undersea plumes. But now even the plumes 
have all bet disappeared. Theories range from deep sea bacteria which eat all but the raw material of tar balls, others worry that dispersants have simply cut the droplets into tiny, tiny pieces that now threaten the ocean's 
smallest aed most vulnerable life forms - plankton, crab larvae ete 


a! 297145 
Possible Conflicts of Interest in Investigating Team 


The team investigating whether or not BP should face criminal charges has deep ties bo the energy industry. The bead investigator David Dykes has a brother who ts atop ceecutlve at an energy company. There was no need 
for Dyes to recese himself from his brother's company as the nation's chief energy regulater has no policy mandating that federal employces distance themselves from friends and relations. interior Secretary Salazar 
expressed confidence in Dykes performance. 


Thursday, July 22, 2010 
Friday, July 23, 2010 
Saturday, July 24, 2010 
Sunday, July 25, 2010 


Monday, July 26, 2010 
Tuesday, July 27, 2010 
Wednesday, July 28, 2010 
Thursday, July 29, 2010 
Friday, July 30, 2010 
Saturday, July 31, 2010 
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Article Volume Over Time 
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Article Tone Over Time 


Tonality 
analysis 
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Social Media 
t lee a(S) 


Through July 25: 

Facebook: 40,000 fans 

Twitter: 8500 followers 

You Tube: | 19 videos, 2.5m views 
Flickr: 931 images, 230,000 views 


Mobile, AL JIC, Social Media Monitoring 
Photo: Timothy O'Leary, PIO 
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Name DeepwaterHorizon JiC 


Ea Oil_Spill_2010 eee. | IVETE 


Bio Updates from the 
Deepwater Horizon Incident 
Joint information Center (JIC) 
on Unified Command 
response efforts to the oil 
spill in the Gulf of Mexico. 


Here's a fact sheet on interpretin Direct attention to info on site 


NOAA trajectory maps http://bit.ly folowing flowers ised = | ~—»- Fast response 

/8ZPloP #oilspill hoaal eo Retweeting critical way of fast 
et Favorites distribution 

Are you a local boat operator? Check out the vessels of Following About 8500 followers (July 25) 


opportunity program http://bit.ly/SBOJY) #oilspil 


2waot A 
Photos & info from Sec Salazar’s and Sec Napolitano's Visit to ® elie Ad 


LA to Inspect the Deepwater BP Response to #oilspil! © ab On? 


http://bit.ly/9iw6Hz d = 
binel + Saedl ea ie toate © Ps = O Sm Fo 


@jens_skittles Shuttles press conference http:/ /bit.ly/b41uUQ i “ =z ta A U 
fii 2OOR=/6 
about « rs 200 via TweetDeck in repty t ens sk e4 oe 

More @eric_andersen @I|_Am_The_Slick @jens_skittles 

@DownYonderFLA @york_coffee @DownYonderFLA RSS feed of 


@ClimateChangeOH @AmyTidd @earthspeakorg a 


THx for RT/Ment @destingirlS4 @SpillBabySpill @pjholliday 
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ewitter Have an account? Signin + ; 
Fake Twitter Accounts 
Get short, timely messages from BP Public Relations. 


Twitter is a rich source of instantly updated information. It's easy to stay updated on an 
incredibly wide variety of topics. Join today and follow @BPGlobalPR. 


_ Get started now > Set updates via SMS by texting follow BPGIobAIPR to 40404 in the United States June 15 -- 165,000 followers 
Codes for other countries 


Name BP Public Relations 


es BPGlobalPR bo This page exists to get 


BP’s message and mission 
statement out into the 
twitterverse! 


802 45,926 1,193 
following followers listed 


BP: Cross you fingers and pray for 
our riskiest se pact yet. We sent haces = 
Terry to get the lunch order. Favorite Wait, wait, wait..... | see the confusion here. We need to clarify 


what BP stands for... any ideas? 


Followir beans 
@wired isn't sure what they think of us. We think that they're bi F Not sure what we've done wrong, but we've been asked to 
the People magazine for iPad dads. What a bunch of AE 


change our name/profile to indicate that we're “fake”. 


pickledicks. #bpcares wr. about 21 hours a 


> he Celebrating 50 days of the spill w/ hotel conference room, 
@feliciaday - Terry has a crush on you and wants to know if catered lunch, funny speeches and a lot of back patting. 
you wanna go on a boat ride or something. Anytime is good Be #bpcares 
for him. #GOTERRY! Fy a i i i 


View all... 
A bird just stole my sandwich! You deserve everything you 


get, nature!!! #bpcares 63) RSS feed of BPGlobalPR’s O'BRIEN'S 
about 2 hours ago via Twitterrific tweets 
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People are really out to get us. | haven't seen the public attack Y 8 
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Deepwater Horizon 


Deepwater Horizon oa Unified Command for the Deepwater BP Oil Spill NS Response 


— } ¢ > 
Manictalc &B™ 


le 


Innovations 


| |News | Twitter Links 


Home  News/Info FAQ's Area Plans Health and Safety Claims/Volunteers Current Ops Hurricanes More Info 
To join the conversation, use the live chat function in this browser or tweet us by using the hashtag #turtletalk. July 26, 201 4) 
MEDIA ADVISORY: Hammond 
U ~ eC d x Turtle Talk - Virtual Town Hall Meeting Wildlife Rehabilitation Center 


| would give National Ocean Service a call. 4 Media Tou rs 
12:43 Turtle-Talk--46574: no, red ear sliders live in 
freshwater ponds and have claws. sea turtles live in open 


saltwater and have flippers. July 26, 201 Oo 


12:44 Turtle-Talk--8046: sea turtles also have claws 


12:44 Turtle-Talk--44220: 0 ok thanks i wish i could help M EDIA ADVISO RY: Federal 


12:44 Turtle-Talk--24423: Thanks for seeing and 


live video webcast 
with simultaneous live 


recy Heinys seat Se col | ANS, On-Scene Coordinator to Hold 
Eri ta Ture ak 3500% cara ar ve faa mivee Media Briefing and 

Sees eee Teleconference to Provide Surface 

heh, to cnvres tiled tha buh te piesa - Operational Update on Ongoing 

aeanee ates r] Deepwater Horizon/BP Oil Spill 


WI deet a Response Efforts 
July 26, 2010 


Application to feed | MEDIA ADVISORY: Media Brief 


Reroony cite =n and Teleconference to Provide 


Operational Update On Ongoing 


122 viewers 


Laurie Conkerton 


Turtle Talk Virtual Town Hall 
Senior Vice President for Development, al Spill Response Sea Turtle Meetin i i i 
Audubon Nature Institute Strandings andthe Deepwater 9 Deepwater Horizon/BP Oil Spill 
Oil Spill Oil_Spill_2010 @USFWSHQ what 
Richard (Rick) A. Clark NOAA we are doing to help is partly an Response Efforts 
National Park Service, Gulf Islands eXperIMent “tls nas s10t Been 
National Seashore & rraher ag scale before July 26, 2010 > 
Managing Sea Turtles During 18 seconds ago 
Dr. Debby Crouse the Oil Spill Response 3 new tweets Operations and Ongoing v 


-<—— eee = ke Ar AAAN 


M4 & (ce) & ShareThis 
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Gulf of Mexico response 
Bi None. 
Gulf of Mexico response Communications 


BP is doing everything we can to Stopping the leak 
make this right. We continue to fight 


to stop the flow of oil, clean up the 
environmental damage, and help 
make sure that people are 
compensated for their losses 


Independent after loss 
ON role mnie ke 
BRcom heavy traffic 


PIER role 
Here we provide up-to-the-minute multimedia reports on 
what's being done to stop the leak, clean up the ocean, , , 
assert Pd sine for wildlife cht people's S U p PO ru Ng CO poled U N ity 
— relations 
ieleavncat: Long term focus 


The DDIII drilling rig returned to the relief well site on July | oh inte ractivity {Or 


24 and is taking steps necessary to reconnect with the 


well and resume drilling operations - 26 July engagem ent 

> Read the press release ' 

Relief well activities at the MC252 well site will be Langu dg VERSO. 
temporarily suspended because of potentially adverse 

weather associated with Tropical Storm Bonnie - 23 July D | ann ed 


> Read the press release 


lf Operational updates 


F, O'BRIEN'S 


Community & Organization Resilience 


Monday, May 9, 2011 


Prepare. Respond. Communicate. Recover. 26 


The Gulf Spill: How Crisis Communication is Changed Forever Communications Academy 


miaaneal limes, March |o, 209 


Comparison of Spill Communications 
with Japan Disaster Communications 


US, there would have been a very different reaction. BP got many things 
disastrously wrong in the Gulf of Mexico last year, but one thing it managed well 
with was its online response. 
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Politics and Major Disasters 
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| it] f BP vs. the Ob fminiateais 
Media, Politics &X Blame ener: Sanam the Obama Administration 


60% 


50 


Intense competition for 


40 
audiences , 30 eda 
Inflammation, black hats and = 
blame game’ ee: 
Politicians--blame avoidance SP PS Se Se Pr 
and political opportunism WIG Operation ESF#15 Operation 


“Hold BP Accountable” “Federal government in charge” 


BP Cl D o nario EXPECT D 
. Seandend massaging oon an O'BRIEN'S 
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USCG Incident Specific Performance Review 
March 20] | 


Several layers of review and approval by the White House and DHS prevented timely 
and effective crisis communications and hindered the Coast Guard’s ability to meet 
National Contingency Plan requirements for keeping stakeholders informed about the 
status of the response... The Federal Government did not carry out an effective “whole 
of government” crisis communications plan for this incident, nor was it able to 
reconcile the differences in external affairs doctrine between the NRF and the NCP." 


"The departure from NRT JIC model also excluded BP from many media opportunities, 
contrary to established National Incident Management System (NIMS)/Incident Command 
System (ICS) doctrine. The isolation of the responsible party led to a dysfunctional JIC 
where message development and information coordination was not accomplished in a 
“joint” or “unified” manner." 
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Public Participation 


Driving response priorities 
Response suggestions 
Direct involvement Vessels of Opportunity 5000 
Primary media sources 
Information sharing 


vessels contracted by BP 


[20,000 response suggestions 
including nuking the well. All 
National Oil Spill Commission: boom placed based consider og. 

on public and political pressure, not response 

priorities O'BRIEN'S 
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30 


Searces Sefer gto, Ametcan Red Qom, Congemorl Maregeetert Fosxivion, eiteresettieg op 


‘£500 


There we asta) over SD) 
' 


bs Naragemet 
Group Pages on Facebook 


Eoergecy Mewgerrert 
Agency 5 FEMA Teter 


Social Media Use in Emergencies 


COGNAC Ow Oe Ow 
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#Japan: Telephone lines disrupted; try 


Social Media la Japan Biseisrae : contacting loved ones by email, text (SMS) 


Idisaster2.0 


|. Find loved ones 

2. BEST way to gain situational 
awareness 

3, Get out of harm's way 
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message, or through @twitter & #facebook. 
#earthquake 
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Google Crisis Response 


Jump to: Person Finder Transitstatus Maps News 


Google Crisis--including People Finder 


Crisis mapping -- global 
volunteers collaborating to 
monitor and report 
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What does tt mean? 


Disaster response and communications now 
belongs to everyone 


Resilience depends on self-reliance and the 
Internet enhances self-reliance and 
collaboration 


Response leaders must learn how to engage 
and embrace public participation 


Emergency communications Is more complex, 
more technology dependent and far more 
fundamental to response effectiveness 
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Senior Advisor 
O'Brien's Response Management 


gerald. baron@agincourt.us 
360-746-0470 


www.obriensrm.com 
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